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DETAILED ACTION 

Status of Claims 

1 . Due to communications filed 10/23/08, the following is a final office action. 
Claims 1, 8, 10, 17 and 19 have been amended. Claims 1-19 are pending in this 
application and have been examined on the merits. Due to the amendment filed 
10/23/08, the previous rejection has been withdrawn, and claims 1-19 are rejected as 
follows. 

Claim Rejections - 35 USC § 103 

2. The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

3. Claims 1-19 rejected under 35 U.S.C. 103(a) as being unpatentable over 
Anderson et al (US 7,046,789). 

As per claim 1 , Anderson et al discloses: 

a first storing step of storing, by a management terminal that manages said 
representatives, representative information indicating a plurality of representatives, (Col. 
18, lines 9-15, establishing call center resource data corresponding to a plurality of 
different resources where resources are analogous to representatives, w/ col. 18, lines 
48-51 , shows resource category includes individual agents. In this case, storing is 
inherent since a the system is computer-implemented, and information must be stored 
on a computer in order for it to be processed), and selection information indicating a 
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selected representative who is selected from the plurality of representatives by the user, 
(Col. 18, lines 34-36, receiving selections of selected statistic display options 
corresponding to resource categories, where resources include agents as shown in col. 
6, lines 36-42); 

a screen generating step of generating, by said management terminal, data of a 
first screen which indicates the selected representative that the selection information 
indicates, (Col. 18, lines 37-40, obtaining as a result of selected display options), where 
it is possible for the user to select on the screen, another representative than said 
selected representative, from said plurality of representatives that the representative 
information indicates, (Col. 17, lines 39-42, multiple statistics or screens can be opened 
simultaneously); 

a screen sending step of sending, by said management terminal, data of said first 
screen to a user terminal operated by the user; and a displaying step of displaying, by 
said user terminal, the first screen by using the provided data of the first screen, (Col. 
18, lines 41-43, displaying). 

Anderson et al does not specifically disclose representatives who are assigned to 
an organization that a user belongs to, however, does disclose that each of the call 
center strategies include a plurality of goals having at last one user defined strategy 
threshold in col. 4, lines 64-66, thereby suggesting that the representatives of the call 
center are part of a call center organization that the user belongs, and are assigned to 
the organization since the user is responsible for defining strategy thresholds for the 
organization, and thus the users of the organization. 
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It would have been obvious to one of ordinary skill in the art at the time of the 
applicant's invention for representatives to be assigned to an organization that a user 
belongs to with the motivation of adding representatives to an organization in a defined 
manner. 

As per claim 2, Anderson et al discloses: 

an information sending step of sending, by the user terminal, representative 
change information indicating said another representative selected by the user to the 
management terminal, in a case where the user selects said another representative on 
the first screen, (Col. 8, lines 6-9, selection of one or more resources assigned to new 
profile); and 

an updating step of updating, by the management terminal, the selection 
information, using the provided representative change information, and by this, setting 
said another representative that the user selected, as a newly selected representative, 
(col. 98, lines 24-36, modifications saved and applied to all resources applied to that 
relationship). 

As per claim 3, Anderson et al discloses: 

wherein the first screen is for displaying information of merchandise, which the 
management terminal provides, (Col. 18, lines 48-51, call tables, which can actually be 
physically manufactured in a call center setting since these can be put together by 
hand, and are therefore analogous to merchandise in a call center setting). 

As per claim 4, Anderson et al discloses: 
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wherein the first screen is for inputting contact content to the selected 
representative from the user, and indicates the selected representative as a contact 
destination, (Col. 21, lines 15-16, shows [in response to] user input for call center 
resource data, where a call center manages contacts as shown in col. 18, lines 9-12). 

As per claim 5, Anderson et al discloses: 

a first providing step of providing contact content that the user input in the first 
screen, by said user terminal, to the management terminal, (Col. 21, lines 15-36, 
relationship manager for accessing call center resource data); and 

a second providing step of providing, by the management terminal, the provided 
contact content to the selected representative, (col. 22, lines 16-19, providing call center 
resources to a user, which leads a user to take action, w/ col. 9, lines 3-6, message sent 
to agent is part of user action). 

As per claim 6, Anderson et al discloses: 

Further comprising an information sending step of sending, by the user terminal, 
contact destination change information indicating said another representative that the 
user selected, to the management terminal, in a case where the user selects another 
representative on the first screen, wherein the second providing step comprises a step 
of providing the contact content, by the management terminal, to said another 
representative that the contact change information indicates, (Col. 8, lines 6-9, selection 
of one or more resources assigned to new profile, w/col. 98, lines 24-36, modifications 
saved and applied to all resources applied to that relationship). 

As per claim 7, Anderson et al discloses: 
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wherein the second providing step comprises a step of providing contact content 
from the user, by e-mail, (Col. 9, lines 7-8, Email notification). 
As per claim 8, Anderson et al discloses: 

a second storing step of storing, by the management terminal, user information 
concerning a plurality of users who belong to said organization, (Col. 1 , lines 57-58, 
stores information pertaining to customer); and 

a notifying step of notifying, by the management terminal, change of 
representative to each of the plurality of users that the user information indicates, in a 
case where at least one of the plurality of representatives, (Col 6, lines 53-62, generic 
actions in response to change in call center, where it is shown that an Email notification 
is a generic action in Col. 22, lines 12-13). 

Anderson et al does not specifically disclose representatives who are assigned to 
the organization changes, however, does disclose that each of the call center strategies 
include a plurality of goals having at last one user defined strategy threshold in col. 4, 
lines 64-66, thereby suggesting that the representatives of the call center are part of a 
call center organization that the user belongs, and are assigned to the organization 
since the user is responsible for defining strategy thresholds for the organization, and 
thus the users of the organization. 

It would have been obvious to one of ordinary skill in the art at the time of the 
applicant's invention for representatives who are assigned to the organization changes 
with the motivation of adding representatives to a changing organization in a defined 
manner. 
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As per claim 9, Anderson et al discloses: 

wherein the notifying step comprises a step of notifying each of the plurality of 
users of the change of representative, by the management terminal sending e-mail 
indicating the change of the representative to each of the plurality of users, (Col. 22, 
lines 12-13, Email notification). 

As per claim 10, Anderson et al discloses: 

a memory, which stores representative information indicating a plurality of 
representatives, (Col. 18, lines 9-15, establishing call center resource data 
corresponding to a plurality of different resources where resources are analogous to 
representatives, w/ col. 18, lines 48-51 , shows resource category includes individual 
agents. In this case, the memory is inherent since a the system is computer- 
implemented, and information must be stored on a computer in order for it to be 
processed), and selection information indicating a selected representative who is 
selected from the plurality of representatives by the user; (Col. 18, lines 34-36, 
receiving selections of selected statistic display options corresponding to resource 
categories) 

a screen generating unit that generates data of a first screen, which 
displays the selected representative that the selection information indicates, (Col. 18, 
lines 37-40, obtaining as a result of selected display options), and which is possible for 
the user to select another representative than said selected representative on the 
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first screen, (Col. 17, lines 39-42, multiple statistics or screens can be opened 
simultaneously); and 

a screen sending unit which sends data of the first screen to a user 
terminal that the user uses, so that the first screen is displayed on the user terminal, 
(Col. 18, lines 41-43, displaying); 

Anderson et al does not specifically disclose representatives who are assigned to 
an organization that a user belongs to, however, does disclose that each of the call 
center strategies include a plurality of goals having at last one user defined strategy 
threshold in col. 4, lines 64-66, thereby suggesting that the representatives of the call 
center are part of a call center organization that the user belongs, and are assigned to 
the organization since the user is responsible for defining strategy thresholds for the 
organization, and thus the users of the organization. 

It would have been obvious to one of ordinary skill in the art at the time of the 
applicant's invention for representatives to be assigned to an organization that a user 
belongs to with the motivation of adding representatives to an organization in a defined 
manner. 

As per claim 1 1 , Anderson et al discloses: 

Further comprising an updating unit, which updates the selection 
information, using representative change information provided from the user 
terminal indicating said another representative that the user selected, (Col. 8, lines 6-9, 
selection of one or more resources assigned to new profile), and by this, sets said 
another representative that the user selected as a newly selected representative, in a 
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case where the user selects said another representative on the first screen, (col. 
98, lines 24-36, modifications saved and applied to all resources applied to that 
relationship). 

As per claim 12, Anderson et al discloses: 

Wherein the first screen indicates information of merchandise, which 
the management terminal provides, (Col. 18, lines 48-51, call tables, which can actually 
be physically manufactured in a call center setting since these can be put together by 
hand, and are therefore analogous to merchandise in a call center setting). 

As per claim 13, Anderson et al discloses: 

Wherein the first screen is for inputting contact content to the selected 
representative from the user, and indicates the selected representative as the 
contact destination, (Col. 21 , lines 15-16, shows [in response to] user input for call 
center resource data, where a call center manages contacts as shown in col. 18, lines 
9-12). 

As per claim 14, Anderson et al discloses: 

a providing unit that provides the contact content which is input on the first 
screen by the user, and is provided from the user terminal, to the selected 
representative, (Col. 21, lines 15-36, relationship manager for accessing call center 
resource data, w/col. 22, lines 16-19, providing call center resources to a user, which 
leads a user to take action, w/ col. 9, lines 3-6, message sent to agent is part of user 
action). 

As per claim 15, Anderson et al discloses: 
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Wherein the providing unit provides the contact content to another 
representative, which is indicated by a contact destination change information 
indicating said another representative that the user selected on the first 
screen, and which is provided from the user terminal, in a case where the 
user selects said another representative on the first screen, (Col. 8, lines 6-9, 
selection of one or more resources assigned to new profile, w/col. 98, lines 24-36, 
modifications saved and applied to all resources applied to that relationship). 

As per claim 16, Anderson et al discloses: 

Wherein the providing unit provides the contact content from the user 
terminal, by e-mail, (Col. 9, lines 7-8, Email notification). 
As per claim 17, Anderson et al discloses: 

Wherein said memory stores user information concerning a plurality of 
users who belong to said organization, (Col. 1 , lines 57-58, stores information 
pertaining to customer), and said management terminal further comprises a 
notifying unit which notifies change of representative to each of the plurality of 
users that the user information indicates, in a case where at least one of the 
plurality of representatives, (Col 6, lines 53-62, generic actions in response to change 
in call center, where it is shown that an Email notification is a generic action in Col. 22, 
lines 12-13). 

Anderson et al does not specifically disclose representatives who are assigned to 
an organization that a user belongs to, however, does disclose that each of the call 
center strategies include a plurality of goals having at last one user defined strategy 
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threshold in col. 4, lines 64-66, thereby suggesting that the representatives of the call 
center are part of a call center organization that the user belongs, and are assigned to 
the organization since the user is responsible for defining strategy thresholds for the 
organization, and thus the users of the organization. 

It would have been obvious to one of ordinary skill in the art at the time of the 
applicant's invention for representatives to be assigned to an organization that a user 
belongs to with the motivation of adding representatives to an organization in a defined 
manner. 

As per claim 18, Anderson et al discloses: 

Wherein said notifying unit notifies each of the plurality of users of the 
change of representative, by sending e-mail indicating the change of 
representative to each of the plurality of users, (Col. 22, lines 12-13, Email notification). 

As per claim 19, Anderson et al discloses: 

a memory which stores representative information indicating a plurality 
of representatives, (Col. 18, lines 9-15, establishing call center resource data 
corresponding to a plurality of different resources where resources are analogous to 
representatives, w/ col. 18, lines 48-51, shows resource category includes individual 
agents. In this case, the memory is inherent since a the system is computer- 
implemented, and information must be stored on a computer in order for it to be 
processed), and selection information indicating a selected representative who 
is selected from the plurality of representatives by the user, (Col. 18, lines 34-36, 
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receiving selections of selected statistic display options corresponding to resource 
categories); 

a screen generating unit that generates data of a first screen, which 
displays the selected representative that the selection information indicates, 
(Col. 18, lines 37-40, obtaining as a result of selected display options); and 

and which is possible for the user to select another representative than 
said selected representative, (Col. 17, lines 39-42, multiple statistics or screens can be 
opened simultaneously); and 

a screen sending unit which sends data of the first screen to a user 
terminal that the user uses, so that the first screen is displayed on the user terminal, 
(Col. 18, lines 41-43, displaying); 

Anderson et al does not specifically disclose representatives who are assigned to 
an organization that a user belongs to, however, does disclose that each of the call 
center strategies include a plurality of goals having at last one user defined strategy 
threshold in col. 4, lines 64-66, thereby suggesting that the representatives of the call 
center are part of a call center organization that the user belongs, and are assigned to 
the organization since the user is responsible for defining strategy thresholds for the 
organization, and thus the users of the organization. 

It would have been obvious to one of ordinary skill in the art at the time of the 
applicant's invention for representatives to be assigned to an organization that a user 
belongs to with the motivation of adding representatives to an organization in a defined 
manner. 
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Response to Arguments 

4. Applicant's arguments filed 10/23/08 have been fully considered but they are not 
persuasive. 

Applicant argues that the user disclosed in Anderson does not appear to be the 
user recited in claims 1, 10 and 19, and amended claims to now recite "representatives 
who are assigned to an organization that a user belongs to" in order to clarify who the 
user is. However, as discussed above in the rejection, Anderson et al does disclose 
that each of the call center strategies include a plurality of goals having at last one user 
defined strategy threshold in col. 4, lines 64-66, thereby suggesting that the 
representatives of the call center are part of a call center organization that the user 
belongs, and are assigned to the organization since the user is responsible for defining 
strategy thresholds for the organization, and thus the users of the organization. 

Conclusion 

5. Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 

§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
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mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Akiba K Robinson-Boyce whose telephone number is 
571-272-6734. The examiner can normally be reached on Monday-Friday 9am-5:30pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, John Hayes can be reached on 571-272-6708. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 
Information regarding the status of an application may be obtained from the 
•Patent Application Information Retrieval (PAIR) system, Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. Status 
information for unpublished applications is available through Private PAIR only. For 
more information about the PAIR system, see http://pair-direct.uspto.gov. Should you 
have questions on access to the Private PAIR system, contact the Electronic Business 
Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a USPTO 
Customer Service Representative or access to the automated information system, call 
800-786-9199 (IN USA OR CANADA) or 571-272-1000. 
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Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to the receptionist whose telephone number is 703-305- 
3900. 

A. R. B. 

January 5, 2009 

/Akiba K Robinson-Boyce/ 

Primary Examiner, Art Unit 3628 



